
 

System Availability Service Legal Agreement (SLA) 

Privacy Policy 

Effective Date: July 3, 2025 
Last Updated: June 27, 2025 

1. Introduction 

This Privacy Policy explains how Ride RoundTrip, Inc. (“Roundtrip,” “we,” “us,” or “our”) collects, uses, 
protects, and discloses information. It applies to information we collect when you use or access our 
website at www.roundtriphealth.com (the “Website”), our software applications (the “Product”), or any 
other services we provide (collectively, the “Roundtrip Service”). 

We are committed to protecting the privacy of our users and the individuals whose information we 
handle. Your trust is important to us, and we take our data protection responsibilities seriously. If you 
have any questions, please contact us at privacy@roundtriphealth.com. 

2. Changes to This Policy 

We may update this Privacy Policy from time to time. If we make changes, we will notify you by revising 
the “Last Updated” date at the top of the policy. For any material changes, we will provide you with 
more prominent notice, such as by adding a statement to our Website homepage or by sending you a 
direct email notification prior to the change becoming effective. We encourage you to review this policy 
periodically to stay informed. 

Your use of the Roundtrip Service after the posting of such changes shall constitute your consent to such 
changes, so please check the policy periodically for updates. If you have any questions regarding this 
Privacy Policy, please email privacy@roundtriphealth.com. 

3. Information We Collect 

We collect information to provide and improve the Roundtrip Service. The types of information we 
collect depend on how you interact with us. 

a. Information You Provide to Us We collect information you provide directly to us or to our customers 
(e.g., hospitals, healthcare systems, health plans, human services organizations) for use of the Roundtrip 
Service. This may include: 

• Account and Profile Information: Name, email address, phone number, postal address, job 
function, information about profile preferences, transactional information (including services 
purchased or subscribed to and the billing address), your registration for and attendance at 
events, your newsletter subscriptions, as well as any contact or other information you choose to 
provide. We also store information you upload or provide to the Roundtrip Service (“Content”) 
to provide you with the features and functionality of the Roundtrip Service. 
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• Communications: Information you provide when you request customer support, fill out a 
contact form, participate in a survey, or otherwise communicate with us. 

b. Protected Health Information (PHI) As a service provider to healthcare organizations, we are a 
“Business Associate” under the Health Insurance Portability and Accountability Act (HIPAA). We collect 
and handle Protected Health Information (PHI) on behalf of these healthcare organizations (“Covered 
Entities”) to provide our services. This information may include: 

• Patient Demographics: Name, date of birth, gender, and contact information. 

• Appointment Information: Dates, times, locations, and type of medical appointment. 

• Medical Information: Information relevant to coordinating transportation, such as medical 
conditions, mobility needs, or necessary medical equipment. 

Our collection, use, and disclosure of PHI are governed by our Business Associate Agreements (BAAs) 
with our healthcare customers and by HIPAA. 

c. Information We Collect Automatically When you access or use the Roundtrip Service, we 
automatically collect: 

• Log and Usage Data: Information about your activity on our Service, including the features you 
use, system activity, browser type, browser language, IP address, referral URL, pages visited, and 
the dates and times of your visits. We monitor user activity in connection with the Roundtrip 
Service and may collect information about the features you use, Content you upload, download, 
share, or access while using the Roundtrip Service, the Content you access, and any actions 
taken in connection with the access and use of your Content in the Roundtrip Service. 

• Device Information: Information about the computer or mobile device you use, including the 
hardware model, operating system and version, and unique device identifiers. 

• Information from Cookies and Tracking Technologies: We use cookies and similar technologies 
to operate and analyze our Service, save your preferences, and compile aggregate data about 
site traffic and site interaction. You can control the use of cookies at the individual browser level, 
but if you choose to disable cookies, it may limit your use of certain features. We may contract 
with third-party service providers to assist us in better understanding our site and visitors. These 
service providers are not permitted to use the information collected on our behalf except to help 
us conduct and improve our business. 

4. How We Use Your Information 

We use the information we collect for the following purposes: 

• To Provide and Maintain the Service: To operate and improve the Roundtrip Service, including 
coordinating transportation, enabling you to access your account, and processing transactions. 

• To Communicate With You: To send you technical notices, security alerts, administrative 
messages, and to respond to your comments and requests for customer service and support. 

• For Research and Development: To monitor and analyze trends and usage in connection with 
our Service to improve it and develop new features. 



• For Marketing and Promotions: To communicate with you about services, features, surveys, 
newsletters, offers, and events offered by Roundtrip, where permissible. You may opt out of 
receiving promotional communications at any time. 

• For Personalization: To personalize and improve the Roundtrip Service, and provide content 
and/or features that match your interests and preferences or otherwise customize your 
experience on the Roundtrip Service. 

• For Automated Decision-Making and Profiling: Currently, Roundtrip does not use automated 
systems to make decisions that would have a legal or similarly significant effect on you. We are 
always working to improve the Roundtrip Service, and we may develop features in the future 
that use algorithms or artificial intelligence to help optimize the Roundtrip Service. Should we 
introduce any feature that makes automated decisions with a legal or otherwise significant effect 
on you, we will update this policy to describe the process in detail and provide you with 
information on how to request human intervention or contest the decision, as required by 
applicable law. 

• To Ensure Safety and Security: To investigate and prevent fraudulent transactions, unauthorized 
access, and other illegal activities. 

• To Comply with Legal Obligations: To comply with applicable laws and regulations, including our 
obligations under HIPAA. 

5. How We Share and Disclose Information 

We do not sell your personal information. We only share information as described below: 

• With Healthcare Partners: We share information, including PHI, with healthcare providers, 
transportation companies, and other partners as necessary to coordinate transportation and 
provide the Roundtrip Service. These disclosures are made in accordance with our BAAs and 
HIPAA. 

• With Vendors and Service Providers: We share information with third-party service providers 
who need it to perform work on our behalf (e.g., cloud hosting, data analytics, payment 
processing). These providers are contractually obligated to protect your information and are not 
permitted to use it for their own purposes. When PHI is involved, we enter into a BAA with the 
service provider. 

• For Legal Reasons: We may disclose information if we believe it’s reasonably necessary to 
comply with a law, regulation, legal process, or governmental request; to enforce our 
agreements and policies; to protect the security or integrity of the Roundtrip Service; to protect 
Roundtrip, our users, or the public from harm or illegal activities; to respond to an emergency 
which we believe in good faith requires us to disclose information to assist in preventing death 
or serious bodily injury of any person; or as otherwise directed by you. 

• In Connection with a Business Transfer: We may share or transfer information in connection 
with or during the negotiations of any merger, sale of company assets, financing, or acquisition 
of all or a portion of our business to another company. We will notify you of any such change in 
ownership or control of your personal information. 



• Aggregated or De-identified Data: We may share aggregated or de-identified information that 
cannot reasonably be used to identify you, in accordance with applicable legal standards like 
HIPAA. 

6. Data Security and Retention 

a. Security We implement robust technical, administrative, and physical security safeguards designed to 
protect the information we process. These measures include data encryption in transit and at rest, 
access controls, and regular security assessments. However, no security system is impenetrable, and we 
cannot guarantee the absolute security of your information. In the event of a data breach, we will notify 
affected Covered Entities, individuals, and/or regulators as required by our agreements and applicable 
law. 

b. Retention We retain personal information for as long as necessary to fulfill the purposes for which we 
collected it, to provide the Roundtrip Service, to comply with our legal obligations (such as those under 
HIPAA), resolve disputes, and enforce our agreements. For PHI, we retain and dispose of the information 
as directed by the relevant healthcare customer in our BAA. 

7. Your Privacy Rights and Choices 

You have certain rights and choices regarding your information. 

a. Account Information You may update or correct your account information at any time by logging into 
your profile or by emailing us at privacy@roundtriphealth.com. 

b. Your HIPAA Rights If your information is considered PHI, you have specific rights under HIPAA, such as 
the right to access and amend your PHI and receive an accounting of certain disclosures. To exercise 
these rights, please contact your healthcare provider (the Covered Entity) directly. 

c. Your U.S. Privacy Rights (California and Other States) Residents of certain U.S. states, including 
California, Colorado, Connecticut, Virginia, and Utah, have specific rights regarding their personal 
information. 

Please note the privacy rights described below may not apply to all of your information. In particular, 
these rights are often not applicable to Protected Health Information (PHI) that we collect and process 
on behalf of our healthcare customers. PHI is governed by HIPAA, which has its own set of patient rights 
and data retention requirements that may supersede state privacy laws. 

Subject to certain limitations, you have the right to: 

• Know and Access: Request to know the categories and specific pieces of personal information 
we have collected about you. 

• Delete: Request that we delete personal information we have collected from you. 

• Correct: Request that we correct inaccurate personal information we maintain about you. 

• Opt-Out of Sale/Sharing: We do not sell your personal information. You have the right to opt-out 
of the "sharing" of your information for cross-context behavioral advertising. 
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• Limit Use of Sensitive Personal Information: Request that we limit the use and disclosure of 
your sensitive personal information to that which is necessary to perform the services. 

We will not discriminate against you for exercising your privacy rights. 

d. Your Rights for Data from Europe (EEA, UK, Switzerland) If you are an individual in the European 
Economic Area (EEA), the United Kingdom, or Switzerland, you have the right to access, rectify, or erase 
your personal data, as well as the rights to data portability, to restrict processing, and to object to 
processing. To exercise these rights, please contact us at privacy@roundtriphealth.com. 

e. How to Exercise Your Rights and What to Expect To exercise any of the privacy rights described above, 
please submit a verifiable request to us by emailing privacy@roundtriphealth.com with “Subject Access 
Request” within the subject line of the e-mail. You may designate an “Authorized Agent” (such as a 
person, lawyer, or registered business) to make privacy rights requests on your behalf. 

The request should: 

• Provide sufficient information that allows us to reasonably verify you are the person about 
whom we collected personal information or an authorized representative. If the request is 
submitted by an Authorized Agent, proof of authorization is required. 

• Describe your request with sufficient detail that allows us to properly understand, evaluate, and 
respond to it. 

We cannot respond to your request or provide you with personal information if we cannot verify your 
identity or authority to make the request and confirm the personal information relates to you. We will 
only use personal information provided in a verifiable consumer request to verify the requestor's identity 
or authority. 

We will confirm receipt of your request within 10 business days and provide information about how we 
will process it. We endeavor to respond to a verifiable request within the timeframe required by 
applicable law (e.g., within 45 days for requests under the CPRA). If we require more time, we will inform 
you of the reason and extension period in writing. 

A note on Backups: Please be aware that when we fulfill a deletion request, the relevant data is 
permanently removed from our live production systems. However, for disaster recovery purposes, this 
data may remain in our archived backup systems until those backups are purged according to our data 
retention schedule. We have implemented measures to ensure that any data stored in our backups is 
isolated and will not be restored to our live systems except for the limited purpose of disaster recovery. 
Should a backup be restored, we will re-process the deletion request to ensure the data is not 
inadvertently brought back into a live environment. 

8. International Data Transfers 

We are based in the United States, and we process and store information on servers located in the U.S. If 
there is a need to transfer personal information from other regions (such as the EEA, UK, and 
Switzerland), we use legally-provided data transfer mechanisms, which may include the EU-U.S. Data 
Privacy Framework, the UK Extension to the DPF, the Swiss-U.S. DPF, and Standard Contractual Clauses. 

9. Links to Third-Party Websites 
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We may place links on the Roundtrip Service, including the Roundtrip blog. When you click on a link to a 
third-party website from our website or application, your activity and use on the linked website is 
governed by that website’s policies, not by those of Roundtrip. We encourage you to review the privacy 
and user policies of such third-party websites. 

10. Children's Privacy 

The Roundtrip Service is intended for use by adults. We do not knowingly permit individuals under the 
age of 16 to create an account or use our Service directly. 

We understand that we may process information about individuals under 16 when it is necessary to 
provide the Roundtrip Service (for example, when the patient being transported is a minor). In such 
cases, the minor's personal information, including any Protected Health Information (PHI), is provided to 
us by their parent, legal guardian, or a healthcare organization that has obtained the necessary consent 
or has the authority to provide this information. We do not knowingly collect personal information 
directly from children. 

If you are a parent or guardian and you believe your child has provided us with personal information 
without your consent, please contact us at privacy@roundtriphealth.com, and we will take steps to 
delete such information from our systems. 

11. Contact Us 

If you have any questions, comments, or concerns about this Privacy Policy or our privacy practices, 
please contact us at: 

Email: privacy@roundtriphealth.com 
Mail: 
Ride RoundTrip, Inc. 
Attn: Privacy Officer 
1516 N 5th St, Coworking Unit 320 
Philadelphia, PA 19122 

System Availability Service Legal Agreement (SLA) 

1. Definitions 

Except as otherwise modified or defined herein, all capitalized terms in this SLA have t1. Definitionshe 
same meanings as set forth in the Services Agreement (and related exhibits), (collectively, “Agreement”), 
executed between Ride RoundTrip, Inc. (“Roundtrip”) and the Customer, For the purposes of this SLA, 
the following definitions will apply: 

1.1 Monthly Uptime Percentage means, in respect of a calendar month, the monthly uptime percentage 
for the Roundtrip platform calculated as follows (and expressed as a percentage): A/(B – C), where “A” 
means the number of minutes when the Roundtrip platform was available in that month and the 
number of minutes in that month when the Roundtrip platform was unavailable for less than 5 
consecutive minutes (but excluding the number of minutes counted as “C”); “B” means the number of 
minutes in that month; and “C” means the number of minutes in that month when the Roundtrip 
platform was unavailable as a result of a SLA Exclusion. As used in this definition, “available” means that 
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the Roundtrip platform is available for Customer’s use to book, view, and act upon rides, and 
“unavailable” has the opposite meaning. 

1.2 Emergency Maintenance means downtime of the Roundtrip platform outside of Scheduled 
Downtime hours that is required to complete the application of urgent patches or fixes or undertake 
other urgent maintenance activities. If Emergency Maintenance is required Roundtrip will promptly 
contact Customers and provide the expected start time and the expected duration of the Emergency 
Maintenance, and if Roundtrip expects the platform to be completely unavailable during the Emergency 
Maintenance. 

1.3 Scheduled Downtime means the window during which scheduled maintenance of the platform may 
be performed, which may result in a period of unavailability of the Roundtrip platform. Roundtrip will 
use commercially reasonable efforts to limit such unavailability to less than 4 hours and to provide 
Customers a minimum of two (2) business days advanced notification. 

1.4 Service Level or SLA means the service level performance standards described in Section 3 herein. 

1.5 Service Credit means the amounts that Roundtrip may credit to the Customer as a percentage of the 
monthly access fees for the Platform for a validated claim related to breach of the SLA during that 
month. 

1.6 SLA Exclusion has the meaning set out in Section 5 herein. 

2. Roundtrip Support Obligations 

2.1 Roundtrip will provide Customer with technical support during operating hours (defined as Monday 
through Friday 9am to 5pm Eastern Time excluding US holidays). Support will be provided through email 
or telephone. 

2.2 Roundtrip will provide Customer with ride support in accordance with the terms of the Agreement. 

2.3 In the event the Roundtrip platform becomes unavailable for more than 5 consecutive minutes 
(“Platform Outage”), Customer will have access to 24×7 phone and email support. 

3. System Availability Service Level Agreement 

3.1 Roundtrip will use commercially reasonable efforts to make the Roundtrip platform available with a 
Monthly Uptime Percentage of at least 99.0% in any calendar month. In the event Roundtrip does not 
meet the Monthly Uptime Percentage commitment, you will be eligible to receive a Service Cr4.5edit as 
described below. 

3.2 If the Monthly Uptime Percentage is less than 99.0% and if Customer has fulfilled all of its obligations 
under the Agreement and this SLA, Roundtrip will provide Customer with a Service Credit for the month 
in which the failure to meet this SLA has occurred. The Service Credit will be calculated in accordance 
with the below: 

Monthly Uptime Percentage Service 

• Credit Percentage Less than 99.0% but greater than or equal to 98.0% – Service Credit 
Percentage: 10% 



• Less than 98.0% – Service Credit Percentage: 20% 

3.3 If Customer submits one or more validated SLA claims under this SLA in each of the three (3) 
consecutive calendar months or Customer Client submits more than three (3) validated SLA claims under 
this SLA in any period of thirty (30) consecutive days, Customer may terminate the Agreement upon 
thirty (30) days written notice. 

4. Credit Request and Payment Procedures 

4.1 Customer shall have the remedies under the SLA commencing upon thirty (30) days access is granted 
to the Customer. 

4.2 Customer must notify Roundtrip via email to billing@roundtriphealth.com within five (5) business 
days from date of incident it first believes entitles it to receive a remedy under the SLA set forth herein. 

4.3 In any given month Customer shall in no event be entitled to receive a credit that exceeds 50% of its 
monthly fees for the Application. 

4.4 Service Credits shall be credited by Roundtrip on a monthly basis and applied to the following 
month’s fees or refunded if Customer has paid Roundtrip in advance for more than one month. 

4.5 For all claims subject to validation by Roundtrip, Roundtrip will use log files, database records, audit 
logs, and other information available to validate claims and make a good faith judgement on the 
applicability of SLAs to said4.6 incident. Roundtrip shall make information used to validate a SLA claim 
available for auditing by Customer at Customer’s request and cost. Roundtrip’s records, and/or the 
records of its third-party monitoring service provider regarding System Availability will be final and each 
party agrees not to dispute such records. 

4.6 The remedies set forth herein represent Customer’s sole and exclusive remedy for Roundtrip’s 
breach of the SLA defined in this SLA. 

5. SLA Exclusions 

No failure by Roundtrip to attain an SLA will be considered eligible for a Service Credit, if such failure to 
attain an SLA is caused, directly or indirectly, by (each, a “SLA Exclusion”): 

5.1 Customer shall not have any remedies under any SLA in connection with any Force Majeure Event as 
defined in the Agreement. 

5.2 Customer shall not have any remedies under any SLA to the extent any SLA claim is due to: 

• Scheduled Downtime 

• Emergency Maintenance 

• Use of the Application outside the scope described in the Agreement 

• Customer equipment and/or third-party software, hardware or network infrastructure not under 
the direct control of Roundtrip (including, for the avoidance of doubt, Non-Roundtrip 
Applications) 
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• Failure of Customer to meet the configuration requirements for equipment set forth in the 
Agreement 

• Failure of the external internet beyond Roundtrip’s network 

• Electrical or internet access disruptions 

• Any actions or inactions of Customer or any other third party not under the direct control of 
Roundtrip 

• Attacks (i.e. hacks, denial of service attacks, malicious introduction of viruses and disabling 
devices) caused by third parties 

 


